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BEFORE THE PUBLIC UTILITIES COMMISSION 
OF THE STATE OF CALIFORNIA 

 
Order Instituting Rulemaking on the    ) 
Commission’s Own Motion into the Service  ) R.02-12-004 
Quality Standards for All Telecommunications  ) 
Carriers and Revisions to General Order 133-B. ) 
__________________________________________) 

 
REPLY COMMENTS OF VERIZON WIRELESS ON 

ASSIGNED COMMISSIONER’S RULING AND SCOPING MEMO 

Pursuant to the March 30, 2007 Assigned Commissioner’s Ruling and Scoping Memo of 

Commissioner Chong in the above-captioned proceeding (“ACR”), Verizon Wireless1 submits 

the following comments in reply to other parties’ opening comments concerning wireless service 

quality issues.   

I. INTRODUCTION 

The ACR observes that the “goal of state policy is to rely on competition, wherever 

possible, to promote broad consumer interests,” and thus “the Commission’s approach to 

reviewing service quality should determine what service quality data and reports are needed to 

provide relevant information to the Commission as to consumer experiences regarding the 

quality of communications services so that the Commission can assess whether the competitive 

market adequately protects California consumers.”2  Verizon Wireless explained in its Opening 

Comments that, consistent with that approach, the Commission should recognize that the 

competitive market for wireless services already generates more than sufficient information on 

customer experiences regarding the quality of wireless services and that accordingly the 

                                                 
1 Verizon Wireless is the d/b/a for the following entities:  Cellco Partnership (U-3001-C), Los Angeles SMSA 
Limited Partnership (U-3003-C), Verizon Wireless (VAW) LLC (U-3029-C), Fresno MSA Limited Partnership (U-
3005-C), Sacramento Valley Limited Partnership (U-3004-C), GTE Mobilnet of California Limited Partnership (U-
3002-C), GTE Mobilnet of Santa Barbara Limited Partnership (U-3011-C), Modoc RSA Limited Partnership (U-
3032-C), California RSA No. 4 Limited Partnership (U-3038-C) and Cal-One Cellular Limited Partnership (U-3036-
C). 
2 ACR at 3. 
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Commission should not collect, create, or require wireless carriers to disclose any information 

purporting to show service quality.  Most commenting parties agree.3 

Two parties supported new information requirements for wireless carriers.  The Utility 

Reform Network (“TURN”) proposes that the Commission adopt new service quality 

performance measures and metrics for wireless service, while the Division of Ratepayer 

Advocates (“DRA”) would have the Commission require wireless service providers to disclose 

engineering maps detailing signal strength and coverage area4.  Neither of these proposals is 

consistent with the stated approach in the ACR, nor would either approach provide the 

Commission and consumers with information that is better than that currently available in the 

competitive marketplace for wireless services.  Rather, both proposals would have the 

Commission unnecessarily intervene in a fully competitive market that is successfully informing 

consumers of their wireless service options.   

The Commission’s objective is, and should be, to apply regulation only where it is 

needed to ensure that consumers receive fair, just, and reasonable telecommunications service.  

The wireless service market is a tribute to the ability of competitive markets to satisfy consumer 

demands both for information about available alternatives and for quality service.  TURN and 

DRA provide no evidence that the measuring, reporting, or disclosure requirements they 

advocate will provide any tangible benefit for consumers or otherwise justify the associated 

                                                 
3 A few commenters rather perfunctorily suggested they were not opposed to customer satisfaction surveys, but none 
of those parties attempted to justify their positions in any depth or addressed the extensive data on wireless customer 
satisfaction that is currently available.  In its Opening Comments, Verizon Wireless explained in detail the enormous 
breadth and scope of such information, the lack of any need for additional surveys, and the inherent risks and 
problems associated with Commission involvement in picking winners and losers in an already highly competitive 
market.  The Utility Reform Network also agreed that customer satisfaction surveys are of marginal utility.  (TURN 
Opening Comments at 16-18).  Verizon Wireless will not repeat that discussion here but focuses instead on the 
proposals and arguments that were raised in other parties’ opening comments. 
4 DRA also proposes to have wireless carriers file certain outage reports with the Commission.  Verizon Wireless 
already files information with the Federal Communications Commission and should not be required to separately 
file such information with the Commission. 
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burden and expense to the Commission and wireless service providers.  Indeed, consumers now 

have access to better means of obtaining information on wireless carriers and service than would 

be provided under the DRA and TURN proposals.  The Commission, therefore, should refuse to 

adopt those proposals. 

II. DISCUSSION 

A. The CPUC is Under No Legal Obligation to Promulgate Service Quality 
Standards for Wireless Service Providers. 

TURN begins its comments with the admonition that “the Legislature has made it a 

statutory imperative that the Commission ensure that California consumers have access to high 

quality services, and information enabling them to make informed choices.”5  The Commission 

needs no such reminder.  The Commission has repeatedly shown that it takes its statutory and 

consumer protection responsibilities very seriously.  The Commission, however, is also fully 

aware of the scope of its obligations and should reject TURN’s assertion that “the requirement 

for the Commission to promulgate service quality standards for all providers of voice services 

and make information relating to such standards publicly available is not permissive, but 

mandatory.”6 

The statute to which TURN refers imposes no such requirement.  Public Utilities Code 

Section 2896 provides in relevant part: 

The commission shall require telephone corporations to provide 
customer service to telecommunications customers that includes, 
but is not limited to, all of the following: 

(a) Sufficient information upon which to make informed choices 
among telecommunications services and providers.  This includes, 
but is not limited to, information regarding the provider’s identity, 
service options, pricing, and terms and conditions of service . . . .   

                                                 
5 TURN Opening Comments at 2. 
6 Id. at 3. 
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(c) Reasonable statewide service quality standards, including, but 
not limited to, standards regarding network technical quality, 
customer service, installation, repair, and billing.  (Emphasis 
added.) 

The statute expressly states that the Commission must require telecommunications companies to 

provide sufficient information upon which to make informed choices and reasonable statewide 

service quality standards.  Nothing in the statute mandates that the Commission must prescribe 

the information or promulgate the service quality standards the companies provide.   

Even if the Commission were to interpret the statute as requiring or authorizing the 

Commission to prescribe information carriers must provide their customers or to promulgate 

service quality standards, the Commission should do so only consistent with the legislature’s 

intent.  The Commission has recognized that intent as being to “rely on competition”7 and “to 

protect consumers by requiring telecommunications corporations to provide consumers with a 

minimum level of information.”8  As discussed in Verizon Wireless’ Opening Comments, 

competition in the wireless services market has resulted in the availability of information far in 

excess of what consumers need to make informed choices.  Any further service quality 

disclosure requirements or standards thus would be inconsistent with the Commission’s and the 

legislature’s reliance on competition to provide consumers with the information they need to 

make informed choices.     

Commission promulgation of the service quality standards for wireless carriers like those 

TURN proposes, moreover, would conflict with federal law and be preempted.  As Verizon 

Wireless explained in its 2003 comments, 47 U.S.C. Section 332(c)(3)(A) prohibits state “entry 

regulation,” which includes regulating the “modes and conditions under which” a wireless carrier 

                                                 
7 D.06-08-030, mimeo at 4-5. 
8 D.01-09-058, mimeo at 16. 
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is entitled to offer its service within any given locality within the state.9  Wireless service quality 

standards and metrics, in particular, would constitute just such regulation by requiring wireless 

carriers to adjust and maintain their facilities to measure and meet those standards and metrics.  

Moreover, the Federal Communications Commission (“FCC”) has asserted exclusive federal 

jurisdiction over technical standards for wireless networks10, and TURN’s California-specific 

operational requirements would be preempted.  TURN fails to even address these jurisdictional 

issues.  Particularly in light of the express statutory language and, as discussed below, the lack of 

any demonstrable need for wireless service quality standards or metrics, the Commission should 

not interpret state law to mandate that the Commission promulgate such requirements. 

B. The Service Quality Standards Proposed for Wireless Carriers by TURN are 
Anachronistic, Unnecessary and Jurisdictionally Suspect. 

Verizon Wireless and most other commenters have explained in detail in their prior 

comments, including the original comments filed in April and May 2003, why establishing 

service quality standards for wireless carriers reflects an outdated view of the Commission’s 

regulatory role, is unnecessary, would raise more issues than it would resolve, and would 

threaten to tread on the FCC’s exclusive jurisdiction.11  TURN, however, ignores the earlier 

comments and recommends that the Commission establish specific and largely unique metrics 

for allegedly measuring wireless service quality, including “call success rate,” “service 

coverage,” “call drop out,” “average wait time to speak with a live agent,” “CPUC complaints 

per million customers,” “percent of calls receiving busy signal,” and “percent of calls 

abandoned.”  TURN proposes that the Commission engage in wireless service quality 

monitoring comparable to programs established in Singapore and the United Kingdom.  TURN’s 
                                                 
9 Verizon Wireless Comments at 12-16 (April 1, 2003); Verizon Wireless Reply Comments at 12-16 (May 5, 2003). 
10 Id. 
11 Id. 
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proposals are out of step with the statute, the Commission’s goals in this proceeding, and the 

very marketplace TURN purports to be trying to protect. 

TURN contends that “the essence of the competitive market” is consumer access to 

sufficient information to make informed choices among alternative services and service 

providers,12 but TURN fails to mention, much less consider, the information on wireless service 

quality that is already publicly available without government intervention.13  Several private 

companies already rank, measure, and report wireless customer satisfaction – including the call 

performance and reliability factors that comprise most of TURN’s proposed measures.  These 

circumstances stand in sharp contrast to those in Singapore and the UK, where a basic Internet 

search reveals no comparable level of private industry evaluation of wireless customer 

satisfaction.  To the extent that TURN’s concern is to ensure that consumers have access to the 

information they need, the marketplace is currently satisfying that concern. 

TURN, however, goes further by seeking to have the Commission establish itself as the 

ultimate arbiter of wireless service quality by adopting specific benchmarks that providers must 

meet or exceed.  TURN claims that this approach will ensure “high quality telecommunications” 

and prevent low quality, “no frills” service from arising.14  This is mid-twentieth century 

monopoly regulatory thinking at its worst.  Differentiation among carriers’ service offerings, 

including “no frills” and premium services is exactly what a competitive market should produce 

and should be available to consumers.15  Moreover, TURN’s proposal is based on the perverse 

                                                 
12 TURN Opening Comments at 5. 
13  In its comments TURN also elevates a single characteristic of wireless service – service quality – above all 
others, ignoring study after study that that demonstrates that there are other factors, including price, that consumers 
consider when selecting a carrier.  See e.g.  ConsumerReports.org, Cellphones Service, How to Choose. 
14  TURN Opening Comments at 7. 
15  Declaration of Dr. Debra  J. Aron Supporting Opening Comments of Verizon California at 33-34. 
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premise that that increased competition requires increased regulation16 – a premise that is 

directly at odds with the Commission’s policy and that of the California Legislature.17 

TURN produces no evidence whatsoever that the level of wireless service quality in 

California is somehow deficient or that TURN’s proposed metrics would equate to providing 

high quality service.18  Nor does TURN provide any justification for its apparent belief that the 

Commission, rather than California consumers, is in a better position to determine when wireless 

service quality has reached an acceptable level.  The wireless service market has enjoyed 

tremendous growth in the past few years without any Commission service quality standards, and 

there is no reason to believe that the Commission would or could improve consumer 

participation in that market by imposing any such standards. 

TURN also largely ignores the practical problems with its proposal.  While candidly 

conceding that the Commission is unlikely to “institute a government sponsored testing program 

as in Singapore,” TURN suggests that the Commission could work in conjunction with a third 

party to conduct “voice call testing across the [state] using automated testing equipment mounted 

in vehicles” as is done in the UK or “could require wireless carriers to make their own service 

quality measurements publicly available with random third party verification of service quality to 

ensure data reliability and objectivity.”19  Both of TURN’s suggested alternatives create more 

problems than they resolve. 

Commission sponsored “drive tests” create the same problems as Commission sponsored 

surveys.  As Verizon Wireless explained in its opening comments, having the Commission pick 

                                                 
16 TURN Comments at 4-5 (“TURN submits that these service quality standards are even more important and 
relevant today as the telecommunications market becomes more competitive.”)  
17 See, e.g. D.06-08-030 (URF Decision), mimeo at 4-5, 32-36 and Pub. Util. Code § 709.5 
18  Aron Declaration at 31-33. 
19 TURN Opening Comments at 13. 
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winners and losers is at odds with the Commission’s role as a regulatory agency and could distort 

the working of the competitive market.  This is especially true when the test TURN proposes the 

Commission use as a model is – by design – limited to certain routes which may or may not be 

representative of an individual carrier’s level of service across a given market or the state.  

Consumers do not care if their wireless phone works along a randomly selected route that the 

Commission or a third party survey firm picks.  What they care about is whether the phone will 

work along the routes they take – to work, to school, to visit friends and family.  There is no way 

that a Commission-sponsored drive test will provide this information.  Instead the best way for a 

customer to get this information is to try out the phone he or she wants to use along the routes 

traveled – something which the consumer can do with Verizon Wireless’ and other carriers’ trial 

periods. 

TURN’s alternative recommendation to use individual wireless service provider data 

subject to random third party verification is equally problematic.  Wireless service providers, 

unlike wireline carriers, do not measure and report service quality data for regulatory purposes.  

No standard measuring and reporting system comparable to ARMIS exists in the wireless 

industry.  Rather, the wireless companies monitor their networks for their own internal business 

purposes.  Such information is proprietary and is gathered by a company for its own purposes, 

not for public education, and would not be fully comparable to data collected by other 

providers.20  

Finally, TURN fails to acknowledge that its service quality standard and metrics proposal 

would effectively require substantial modification to wireless networks, and the Commission 

lacks jurisdiction to require wireless service providers to modify their networks to measure and 

                                                 
20   See e.g., section C.2 below, explaining that wireless carriers use different standards for what constitutes in-
building versus in-vehicle coverage. 
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report on service quality issues or to remedy any alleged service quality deficiencies.21  As 

Verizon Wireless explained in its original opening and reply comments in this docket, federal 

law preempts state-level entry regulation, including the modes and conditions under which a 

wireless carrier is entitled to offer its service within any given locality within the state.22  TURN 

does not even attempt to explain how its proposed service quality measures and metrics would 

pass muster under the applicable preemption analysis. 

C. The Commission Should Reject DRA’s Proposal to Require Disclosure of 
Engineering Coverage Maps. 

The ACR sought comment on whether the proposals it discusses address the concerns 

identified in D.04-09-062, the Commission order resolving an investigation of Cingular Wireless 

(now AT&T Mobility).  The concerns raised in that decision were resolved by that decision and 

do not impact this proceeding.  DRA disagrees and devotes an entire, separate set of comments 

to its recommendation “that the Commission require wireless service providers to post on their 

Internet sites and make available in their stores coverage maps of the same granularity and 

accuracy as used by their engineers.”23  Neither D.04-09-062 nor DRA’s comments justify 

Commission adoption of that recommendation. 

1. The Wireless Industry Long Ago Addressed Any Commission 
Concerns with Respect to Consumer Access to Coverage Information. 

D.04-09-062 focused on Cingular’s practice (at the time of the Commission 

investigation) of not allowing returns or refunds or a trial period for its wireless services, even 

though, the Commission found, Cingular knew about service quality problems and was 

                                                 
21  See TURN Opening Comments at 6-7.  
22 Verizon Wireless Comments at 12-16 (April 1, 2003); Verizon Wireless Reply Comments at 12-16 (May 5, 
2003). 
23 DRA Opening Comments on Wireless Coverage Maps at 3 (emphasis in original). 
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experiencing “significant network development growing pains.”24  The Commission concluded 

that this practice, and a “pattern and practice of failing to disclose known network problems to 

customers resulted in a failure to provide adequate, just, and reasonable service.”25  Neither DRA 

nor any other commenting party has produced any evidence that any wireless carrier currently 

maintains any such practices.  DRA, however, focuses on language in the decision deferring to 

this proceeding “resolution of the prospective standards for customer notification of coverage 

and capacity.”26  DRA interprets this language and the Commission’s discussion of the record in 

that case as a conclusion that consumers need better access to existing wireless coverage data.   

The competitive market for wireless services has eliminated the policy concerns raised in 

D.04-09-062 about consumer access to coverage and capacity information.  Cingular itself 

modified practices and implemented a refund/return policy in May 2002.27  Today all of the other 

major wireless carriers have a trial period in place which allows cancellation during an initial 

period without payment of an early termination fee.  Moreover, some carriers offer customers 

even more, again as a result of the working of the competitive market.  For example Verizon 

Wireless’ current trial period provides that “[i]f the customer is not satisfied and takes his/her 

active line of service to another wireless carrier during the first 30 days after activation, Verizon 

Wireless will issue a credit for all the calls the customer made, along with the customer’s 

monthly access and activation fees.”28  This aptly named “Test Drive” program recognizes that 

                                                 
24 D.04-09-062, mimeo at 2. 
25 Id., mimeo at 82 (Conclusions of Law 2 & 3). 
26 Id. at 70. 
27 E.g., D.04-09-062, mimeo at 2. 
28 http://support.vzw.com/faqs/Wireless%20Service/30_test_drive.html.  In the Test Drive program, if a new 
customer ports out to another carrier within 30 days of activation, Verizon Wireless will refund money for calls 
(including access charge and per minute charges for exceeding Anytime Minute allowance), activation fee, 
applicable taxes associated with credits, and certain Verizon Wireless fees.  Data charges, 411 Connect, roaming 
charges, long distance charges and certain other Verizon Wireless surcharges and customer selected services are not 
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personal experience and use of the network is the best information for customers to use to decide 

whether that service is right for them.  The marketplace, not Commission intervention, thus is 

addressing Commission concern about consumer access to information about the performance of 

the network.   

2. Consumers Do Not Need Engineering Maps of Wireless Networks to 
Make Fully Informed Decisions. 

In reliance on its flawed premise concerning the continuing viability of the Commission’s 

policy concern in D.04-09-062, DRA asserts that consumers want and need engineering maps 

depicting wireless signal strength and coverage data.  That assertion is as flawed as DRA’s 

premise. 

DRA provides only anecdotal and outdated factual support for consumers’ alleged need 

for engineering level coverage maps.  DRA quotes from the customer complaints filed over five 

years ago that gave rise to the investigation resolved by D.04-09-062 but provides no current 

customer complaints.  Nor do any of the declarations appended to DRA’s comments in this 

proceeding provide any information about customer need for engineering-level coverage maps.  

This lack of current factual support is not surprising in light of the coverage information that is 

currently available. 

Verizon Wireless, for example, includes coverage maps on its website.29  The map can be 

magnified to street level or expanded to show entire regions.  DRA has produced no evidence 

that consumers find these maps insufficient or misleading.  Rather, DRA contends that these 

maps are “entirely devoid of topographical realism” and do not provide “sufficient detail to allow 

                                                                                                                                                             
eligible for credit in the Test Drive program.  Verizon Wireless also accepts return of equipment purchased from 
Verizon Wireless that meets Test Drive criteria.  Details on the Test Drive program can be found on the Verizon 
Wireless website. 
29  Maps are also provided in calling plan brochures and in the confirmation letters sent to subscribers. 
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consumers to make meaningful purchase decisions based on the quality of the wireless 

provider’s signal coverage.”30  There is no evidence, however, that consumers need 

“topographical realism” to make meaningful purchase decisions.  To the contrary, consumers 

have access not only to the coverage maps but to a multitude of customer service satisfaction 

surveys, their own personal experience using the phone for up to 30 days, and the experience of 

friends, family and co-workers.  In this regard it is surprising that DRA completely ignores the 

wealth of information that is available to potential subscribers from other current subscribers.  

The real life experiences of family, friends, neighbors, and co-workers is a valuable resource for 

new subscribers and one that new customers often cite as their reason for switching providers.  

Plus, wireless phones generally have a visual display of signal availability that consumers can 

consider even when not making calls.  DRA has not – and cannot – demonstrate that 

engineering-level maps would provide any more or better data for making meaningful purchase 

decisions than the information currently available.31   

DRA also ignores the practical problems with its proposal to require disclosure of 

engineering-level maps.  Wireless providers prepare engineering maps for internal purposes of 

assessing, maintaining, and building their networks, not as public information for consumers.  

Wireless network maps are no less proprietary and competitively sensitive than maps of wireline 

networks.  DRA dismisses such concerns of proprietary information as “untenable as a matter of 

law and policy that wireless service providers be able to wrap essential service characteristics of 

a generally available consumer product in the mantle of a trade secret.”32  But, the exact same 

                                                 
30 DRA Opening Comments on Wireless Coverage Maps at 8. 
31 DRA’s suggestion that Verizon Wireless provides more mapping information to consumers in AVC states is 
simply wrong.  (DRA Opening Comments on Wireless Coverage Maps at 11.)  The same map formats are used in 
AVC and non-AVC states. 
32 DRA Opening Comments on Wireless Coverage Maps at 12 (emphasis in original). 



 

SFO 363586v1 0052051-010417  13 13

argument could be made for disclosure of the location and nature of wireline facilities to ensure 

consumers are aware of whether sufficient capacity exists in the network to enable timely 

installation, maintenance, repair, and quality of landline service, but DRA does not propose such 

disclosure.  Nor should it.  Customers care about the service quality they receive, not the 

specifics of the network designed and built to provide that service.   

DRA nevertheless contends that engineering maps are useful and understandable – again 

with no empirical support.  DRA simplistically points to Cingular’s maps with their various color 

codings for “good in-building,” “good in-car,” “open-air only,” or “no” coverage.  No standard 

industry definitions exist for these terms.  What is “good in-building” coverage for one company 

might be considered only “good in-car” coverage for another.  Or a company may use different 

terminology altogether or may use numbers to show relative signal strength.  Consumers thus are 

more likely to be confused than enlightened by comparing engineering maps from different 

wireless providers.   

Adding to the customer confusion arising from DRA’s proposal is the fact that coverage 

and signal strength can vary depending on a variety of conditions, not all of which are within the 

service provider’s control.  Verizon Wireless offers several caveats associated with its coverage 

maps on its website, which explain factors that affect coverage, including: 

Verizon Wireless coverage depictions in the rate and coverage 
maps are based on generally accepted engineering predictive and 
modeling tools, used to measure radio frequency transmissions 
from cell towers.  Our rate and coverage maps depict wireless 
coverage based on predictive modeling parameters determined by 
our network engineers. 

Since wireless service is transmitted on a radio signal over the 
airways, it is subject to network and transmission limitations such 
as cell site availability (particularly near boundaries and in remote 
areas). 
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Your wireless equipment, weather, topography and other 
environmental considerations associated with radio technology, 
also affects wireless service.  For example, your wireless phone 
may work perfectly driving home one night, but then not work as 
well driving in the same place the next night during a 
thunderstorm.  Additionally, service may vary significantly within 
buildings.33   

It should also be noted that wireless coverage maps may include coverage based on information 

from a carrier’s roaming partners, and the principal carrier cannot vouch for the accuracy of that 

information. 

The more detailed the map, the more sensitive it will be to these variations – and the 

potentially more confusing it will be to consumers, for example, if they were not to receive a 

signal when that map claimed that signal coverage would be “good.”  Maps cannot, substitute for 

actual experience, which remains the best source of information on wireless service coverage.  

For this reason, a trial period remains a more significant source of information for consumers 

than a coverage map even with the level of detail requested by DRA.  Coverage maps certainly 

provide useful information to consumers, and so, all the major carriers provide them with 

varying levels of detail for predicted signal availability.  The coverage map combined with a trial 

period provides the information consumers need to make an informed decision.   

Commission regulation should be reserved for cases of market failure.  No such market 

failure exists with respect to the information that consumers need to make informed decisions 

about wireless service.  Verizon Wireless and other wireless service providers compete based in 

large part on the quality of the service they provide.  J.D. Power and Associates confirms that 

call performance and reliability is increasingly the most important factor in assessing customer 

                                                 
33 http://www.verizonwireless.com/b2c/coveragelocator/mapInformation.jsp  
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satisfaction.34  The market has responded to such consumer demand by making rate and coverage 

maps available in conjunction with third party surveys of wireless customer satisfaction and 30 

day trials in which customers can gather their own information on whether service from a 

particular company will fill their needs.  The availability of this wealth of information is a 

market success, and more than adequately demonstrates that a Commission mandate for 

disclosure of engineering maps – or adoption of any other wireless service quality standards – is 

wholly unnecessary at best, and fraught with legal and practical problems. 

III. CONCLUSION 

For the foregoing reasons, the Commission should not impose any service quality 

standards or disclosure requirements, including but not limited to those proposed by TURN and 

DRA in their respective opening comments, on wireless service providers. 
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